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The five-star hotels encounter market bubble after the past two decade explosive 
growth. The hotels are obliged to give up the dependence on corruption consumption 
and transit to market orientations. This paper studies the typical state-owned 
enterprises (SOE) C&D Hotel Xiamen's improvements solutions to service operations 
in order to adapt to the sharp change of politics, economy and market. It is aimed to 
find out the sustainable development model of service operations. The study methods 
are survey, observations, qualitative and quantity analysis, experiential conclusion and 
descriptive analysis. The following are the main works and contributions of this 
dissertation: The theories of service operations, the present situation, principal 
problem, cause of formation, the design and carrying out of improvements solutions 
and the effectiveness and so on. This study conclusion is that C&D Hotel Xiamen 
notes the differences, the advanced experiences don’t bring outstanding performance, 
the service operations system isn’t linked up closely, the service quality varies from 
person to person, and the management can’t discover the faults and fail without 
Poka-Yoke solutions. The strategy of service operations is not clear, the design of 
service operations system has different defect, the tools and methods of performance 
appraisal are not scientific. In a word, modern mode of hotel service operations should 
be improved and perfected. This studies design the improvements solutions to service 
operations based on total quality which are the warm home away from home strategy 
plan, the scientific and closely operation system, the high-performance and 
harmonious team plan, and the scientific performance appraisal and TQ control 
methods. It gained the excellent performance of customer and staff’s satisfaction, 
economy and society. C&D Hotel Xiamen is competent to become a fine type of 
outstanding TQ. The hotel must keep pace with the world’s changes and offer not only 
goods and services but also experiences — memorable events that engage each 
customer in an inherently personal way. 
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第一章 绪 论 
第一节 选题背景 










望报告》指出，相比 2000 年，2012 年五星级酒店的数量和客房供应量均翻了五
倍。2013 年，全国约 50 多家星级酒店自动“降星”甚至取消星级。[1] 




































运用全面质量（Total Quality, TQ）概念和理论，研究悦华酒店的服务运作管理。 
1984 年，厦门悦华酒店因应厦门经济特区的发展而设立，在 1989 年获得全
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